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Greater Anglia welcomes your observations, 
suggestions and details of satisfaction 
(or dissatisfaction) you have experienced 
when travelling with us. We would also like 
to hear if a particular member of staff has 
provided you with exceptional service. 

What to do next 

Please fill in your details and comments or complaints, you 
can continue on a separate sheet if required. Attach any 
tickets that are relevant to your comments. Should you 
require assistance with any matter, please do not hesitate 
to call our Contact Centre on 0345 600 7245. You may also 
submit your feedback using our online contact forms 
greateranglia.co.uk/contact-us/contact-forms 

What we will do 

We aim to answer 90% of all complaints or contacts within 10 
working days and 95% within 20 working days. Our target for 
calls is to answer 90% of calls within 30 seconds and to 
answer 99% of all calls. If your comments or complaints are 
about another train operating company we will pass it onto 
the relevant customer relations department and tell you 
that we have done so. 

The Greater Anglia Passenger's Charter outlines our key 
commitments, this is available on request and can also 
be viewed on our website greateranglia.co.uk/ 
passengercharter 

We usually provide compensation either as a cheque 
payment or in National Rail Travel Vouchers, or as a 
combination of both. You may also request compensation 
back to the credit or debit card you used to pay for your 
ticket. If you opt to request compensation this way then 
please ensure that you provide us with a contact telephone 
number so we can get in touch. All claims must be made 
within 28 days of the incident. 

What we do with your information 

Your information remains confidential to Greater Anglia 
unless your comments are with regard to another operating 
company. 

All customer comments and complaints are scrutinised 
carefully. Observations are shared across the Greater Anglia 
organisation. If you are in any way unhappy with the way we 
handle or respond to your comments, you may wish to 
contact either Transport Focus or London TravelWatch (see 
contact information). These are independent bodies set-up 
by Parliament to provide additional protection to the 
interests of passengers. 


Your details 


Personal details (please complete in block capitals) 

Surname 









Initials 


Mr 


Mrs 

Miss 

Ms 

Mx Other 

m 








Address 
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Telephone (mobile/office/home) 


i i i i i i i 


Email address 

Your journey details (If relevant) 

Journey between 

Q 

and 

Date of journey Train time 



Ticket type 

E.g. Cheap Day Return, Saver, 7 Day Season, Annual Season 

I I I I I I I 

Cost of ticket 


Season Ticket Photocard 



Where did you buy your ticket? 

HEnl 



Your details: We only keep these details if we need to get in touch with you regarding 
your comments. 

To view our privacy policy and how we use your data, 
visit greateranglia.co.uk/privacypolicy 

























































Your comments/ 
complaints 








































Contact information 


Greater Anglia Contact Centre 

Freepost GREATER ANGLIA CUSTOMER RELATIONS 

Telephone 0345 600 7245 (option 8) Calls may be recorded 

Email contactcentre@greateranglia.co.uk 

Greater Anglia Assisted Travel 

Passenger Assist 0800 028 2878 (freephone) 

From a mobile 0345 600 7245 (option A) 

Textphone & minicom 18001 0800 028 2878 


Rail Ombudsman 

Please give us the opportunity to address your 
comments first. If you remain unhappy with the 
response you receive, you have the right to appeal to 
the Rail Ombudsman. 

The Rail Ombudsman is independent of the rail 
industry, is free to use and will try to help reach an 
agreement with ongoing disputes between us both 

You can appeal to the Rail Ombudsman if: 

• You are unhappy with our final response which will 
be contained in a letter/email (called a 'deadlock 
letter'); or 

• Your complaint has not been resolved within 40 
working days of us receiving it; and 

• It is within 12 months of any final response from us. 

Telephone 0330 094 0362 
Textphone 0330 094 0363 
Email info@railombudsman.org 
Website railombudsman.org 
Post FREEPOST - RAIL OMBUDSMAN 

If you complaint does not meet the eligibility criteria for 
the Rail Ombudsman, they will transfer your complaint 
to an organisation that can help, such as Transport 
Focus or London TravelWatch. 











